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physicians and patients. By remov-
ing common frustrations and
rework, we also improve our own
satisfaction.
If you go back to the overrid-
ing goal we stated at the beginning,
you can see how this works. If our
services are easier to access and
easier to use than the
competition's, we become the
provider of choice. If we offer a
service others don't, we become
the provider of choice. If we keep
our unit costs low, we can offer
value to those who buy our ser-
vices and become their provider of
choice. If we have demonstrated
good outcomes and the kind of
customer-friendly environment and
process that people tell other
people about, we become the
provider of choice. If we have
better facilities located in the right
areas, the most appropriate equip-
ment, and the most skilled people
- that's right, we become the
provider of choice.
It's not as easy as this makes it
sound, but there are a lot of people
devoting their time and talent to
this effort. Their investment, and
the investment we can all make,
will make it possible. Look on page
2 to meet the MMC Project Sup-
port Team and some of the consult-
ing partners from CSC Healthcare.
And keep looking for more Journey
to Excellence news in What's
Happening.
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Employee briefing:
Why theJourney?
Now that our performance
improvement project Journey to
Excellence is moving full speed
ahead, one question is certain to
come up: why are we doing this?
The Steering Committee and other
groups have had a chance to
discuss this at length, and there are
no short answers. But there are a
lot of good reasons, and one
overriding goal:
Maine Medical Center wants
to be the provider of choice for
physicians, consumers, and man-
aged care companies. That is how
we will thrive despite the many
changes in healthcare, and be able
to continue serving our community.
In order to be the provider of
choice, we must give the highest
possible quality care, have the best
people working here, offer a com-
prehensive range of services in up-
to-date, comfortable facilities, have
the right equipment, provide
excellent customer service, and
offer good value.
Part of improving care is to
look for ways to make our services
more customer-friendly and more
efficient. We also have to keep
our expenses as low as possible so
we can afford competitive salaries
and benefits, build and renovate
facilities, buy new equipment, and
offer the most reasonable prices to
those who purchase services.
This is a big undertaking, and
Journey to Excellence will tackle it
through "process improvement".
This is a systematic way of looking
at what work is being done, who is
doing it, where are they doing it,
how long it takes, how it depends
on work done elsewhere, and what
technology is used or needed.
Then, you can find ways to im-
prove.
We need to look at processes
that cross departmental lines,
which is often difficult in a tradi-
tional hospital structure. The old
way of looking at a patient's treat-
ment, for instance, is to look at
what happens to them in radiology
services, or during the admission
process, or in the operating room.
The new way looks at it from the
patient's point of view: the experi-
ence is a continuous journey from
preadmission to admission to
treatment to discharge. In other
words, we can make improvements
by changing what happens just in
radiology, or we can make dra-
matic improvements by making the
whole experience easier and more
efficient.
What's the end result? More
effective care, which increases
quality. More efficiency, which
improves service and decreases
cost. Patients move through their
hospital experience more easily, we
spend less time doing things that
don't add value, we use fewer
resources (both time and supplies),





...the members of MMC's
Project Support Team and the
consulting partners from CSC
Healthcare. They and the Steering













1997. She holds a Bachelor of Business
Administration degree from Husson
College. Before coming to MMC, Marj
was an external Medicare auditor at Blue
Cross/Blue Shield of Maine. She has held
a number of accounting positions at
Acadia Hospital Corp./ Acadia
Healthcare Inc. and Eastern Maine
Medical Center. Marj's volunteer experi-
ences include the Children's Miracle
Network Telethon, Abnaki Girl Scout
Council, Cerebral Palsy, Maine Natural
Resources Council, and the Orrington/
PERC Citizens Committee. "I'm excited
to have the opportunity to be part of
MMC's performance improvement team
and looking forward to working with
many of the dedicated people I've met













come the challenge to expand my
knowledge of MMC operations and
make better-developed system contribu-
tions in the future." Kathy is a graduate
of the Northwestern University Medical
School Program in Respiratory Therapy
and holds a Master's degree in Public
Health from Boston University Medical
School. Kathy was Associate Director of
Respiratory Care at Massachusetts
General Hospital and an Associate in
Anesthesia and Respiratory Care at
Harvard University Medical School
before coming to MMC in 1988. She has
lectured and published frequently on the
topic of respiratory care. Kathy's volun-
teer activities have included Girl Scouts,
PTA, League of Women Voters, local
politics, and emergency medical techni-
cian for her town rescue squad.
Tracey A. Higgins has been Administra-













Notary Public and has volunteered as a
committee member for several local
organizations. She has held positions at
New England Rehabilitation Hospital of
Portland, the Muscular Dystrophy
Association, and the Center for Interna-
tional Affairs at Harvard University.
Tracey looks forward to applying her
education and experience to "this














patients, staff, and physicians!" Parker, an
Assistant Head Nurse in the Special Care
Unit, holds a nursing degree from Mercy
Hospital School of Nursing and a
Master's in Business Administration from
the University of Maine. She came to
MMC in 1983 from Mid Maine Medical
Center. Sheila has served on a number of
multi-disciplinary teams at MMC, working
toward improving systems and procedures.
Allen C. Abramson, SPHR, leads the
CSC Healthcare practice in human
resources management and strategy. He
has been the chief human resources
officer for two major academic medical











































Sherlock Holmes and his
faithful assistant Watson will soon
appear throughout Maine Medical
Center campuses searching for
clues to Performance Improvement.
"Looking for Quality in all the Right
Places" is the theme of the sixth
annual Quality Fair. The fair will
take place in the MMC Bramhall
Campus Cafeteria running from
0900 hours on Thursday, March 25,
through 0900 hours on March 26.
This year's fair will highlight Perfor-
mance Improvement activities that
take place throughout Maine
Medical Center, showing that
performance improvement is a
universal process that involves
everyone, everywhere.
Each year hundreds of employ-
ees have participated in, attended,
and enjoyed the fair. Would you
and your colleagues like to partici-
pate? Well, ask yourself: Are you
and your colleagues doing some-
thing that makes your job easier or
more efficient? Have you started a
program or process that has saved
time or money, or both? What
improvements has your unit made
in patient care?
If you have an idea for a dis-
play, or even a part of an idea, but
aren't sure how to make it into a
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What's Caring To Make A Difference all about? It's about people
who make MMC special. It's about the folks who are quietly working hard
each day to improve themselves, improve their departments, and improve
the quality of life at MMC for everyone who enters our doors.
Making Magic
MomentsatMMC
Robert Tomlinson of Global
Valet Service works for Security as a













He is always ready to hold the door
and has a word of greeting or cheer
for all. Thanks, Rob, for making
entering our doors a 'wow' experience!
Sherry Dow is one of the Envi-
ronmental Services Workers assigned
to the Family Center, our inpatient
obstetrical department. It is obvious
to everyone there, patients and staff
alike, that Sherry takes immense pride
in her work. She consistently goes
out of her way to do the extras.
Sherry is part of the team in that
department, constantly looking out
for things that will make the unit
more attractive. For example, if
flowers are left behind by one patient,












contact with benefit from her excellent
customer service every day!
Bob Miller is the hospital lock-
smith and helps dozens of people
get 'in' and 'out' of places all day
long. He was recently recognized by
the Medical Records Department for
"excellent customer focus and ser-
vice". Bob exceeded in this category













MMC. Thanks, Bob, for "opening us
up" to excellent customer service!
3
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display, contact the Quality Fair
Planning Team, and they will be
happy to assist anyone wishing to
participate. All you need do at this
time is make a call to 871-2009 and
have a project title and contact
person.
Display materials will be avail-
able from Audio Visual Resources.
The standard table size for projects
is 3 by 3 1/2 feet. There are three
elements that you need to consider
when describing your work. It
needs to reflect some element of
interdisciplinary collaboration. No
department works in a vacuum; we
depend on others to help us get
our work done.The second is that
you need to show some measur-
able results. In other words, how
do you know that the patients/
families/department/hospital is
better off as a result of the changes
you made? And third, you need to
show that you have used the P-D-C-
A cycle.
All projects will utilize the
Maine Medical Center Performance
Improvement process of PDCA:
Plan, Do, Check, Act. Plan: the
background of the project, what
you wanted to improve, and why it
was important. Do: what methods/
steps were taken for problem
resolution or performance improve-
ment. Check: provide the data or
measures used to demonstrate
effectiveness. Act: explain what
steps will be taken to monitor
continued performance improve-
ment to hold the gains.
Directors, managers, supervi-
sors, and department heads are
encouraged to support staff efforts
to "show off" the projects they've
been working on this year. All of
the projects will be in keeping with
the fair theme.
With the JCAHO visit right
around the corner, the fair will also
serve nicely as a "dress rehearsal"
for staff to become comfortable
explaining to others the many ways
they seek to do their jobs better.
So make plans now to be a part
of the 1999 Quality Fair and join
Sherlock Homes and Dr. Watson as
they commence "Looking for Quality
in all the Right Places."
10 Good Customer Service Habits to Develop
From Customer Service For Dummies by Karen Leland and Keith Bailey
1. Be on Time Being on time with your customers is a sign of respect. If being late cannot be avoided, call ahead
as soon as you know in order to allow others to better plan their time.
2. Follow Up On Your Promises Your credibility as a service provider depends on how well you keep your
promises. Even if you don't have all the answers for someone, touching bases with them shows you care.
3. Under Promise And Over Deliver Promise the customer what you can be sure of, not what you hope will
happen. If you end up coming through with more in the end, you have created a 'wow' for the customer that they
won't soon forget!
4. Go The Extra Mile By doing small extra things for your customers, your service is remembered. If you can't
say yes and have to say no, be sure you get into the following habit....
5. Offer Your Customer Options When you cannot provide your customer with what they want, it is nice to
provide options for them that will make their life easier or smoother. Too many options can be overwhelming, so keep
them down to one or two.
6. Express Empathy This means understanding your customer's point of view, even if you do not agree. Practice
active listening that shows you have heard their concern.
7. Treat Your Customer As The Most Important Part Of Your Job_Viewing your customers as an interruption to
the work that you have to get done is all too easy to do. By focusing on your customer as the reason for your job, you
will make them feel special.
8. Treat Your Co-Workers As_Customers The quality of the relationships you have with your co-workers is trans-
ferred to your treatment of external customers. Taking care of each other enables you to take care of the customer.
9. Give The Customer Your Name Customers deserve to know who is servicing them so that if need be, they
will be able to easily follow up with questions, concerns, or even praise! Be proud of who you are and what you do!
10. Smile And Use Inflection On The Telephone Smiling while talking
on the phone changes the sound of your voice because it alters the shape of
your mouth. Customers assess your service attitude (on the phone) almost
entirely from the tone of your voice. Remember that you are representing
your department to others when you are on the phone.
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Caring To Make A Difference is a
monthly publication of the Continuous
Productivity and Quality Improvement
Office. Ideas, questions, and comments
may be directed to the Editor, CPQI
Office, at 871·2009, Fax 871·6286.
INTRODUCING ••• , FROM p.2
service indicators at a large community
hospital system.
Harry Bloom, director of the performance
improvement practice at ese, specializes
in counseling healthcare clients on the
development of value-based strategies to
achieve competitive advantage and on
how to effectively and sustainably imple-
ment those strategies using process-
centered management and reengineering.
lynne Brocklesby has helped hospitals
identify opportunities for revenue, cost,
and service improvements in the patient
access/flow and revenue cycle processes.
Joan Faro, MD, has had considerable
experience in helping institutions rethink
and redesign their case management
systems to better serve the needs of both
patients and physicians. With a strong
clinical background, she brings the













health system environments. He has been
involved in a variety of strategic and
operational engagements.
James G. Kagen has directed a wide range
of projects, including reengineering and
clinical resource management. He is
currently a leader of esC's performance
improvement practice, including opera-
tions reengineering, clinical efficiency,














to improve ancillary services and adminis-














assessment of clinical opportunities and
development of a strategic plan for
clinical improvement initiatives at a
community teaching hospital.
Christopher Regan has led strategic
planning engagements, merger and
TheJourney to Excellence Steering Committee
Richard Petersen (Chair), Executive Vice President and Chief Operat-
ing Officer; Peter Bates, MD, Chief of Medicine; Carl Bredenberg, MD,
Chief of Surgery; Vincent S. Conti, President and Chief Executive Officer;
Wayne Clark, Associate Vice Presdent for Communications; Daniel
Hayes, MD, President of the Medical Staff; John Heye, Vice President for
Finance; George Higgins III, MD, Chief of Emergency Medicine; Stephen
Larned, MD, Vice President for Medical Affairs; Miriam Leonard, Assocate
Vice President, Operations; Mary Kohanski, Associate Vice President,
Human Resources; Michael Ryan, Vice President for Operations; Doris
Skarka, RN, Director of Nursing Management Resources; Paul Stern, MD,
Chief of Pediatrics; Judith T. Stone, RN, Vice President for Nursing; and
Kathy Viger, RN, Clinical Director.
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acquisition studies, clinical practice im-
provement efforts, operations
reengineering initiatives, and PHO/MSO
development projects. He is the national














academic hospital system to identify
savings opportunities.
Diana Weaver, DSN, RN, FAAN, is a
clinical care consultant with ese
Healthcare. She came to ese after work-
ing with the firm on a major restructuring
project while Senior Vice President of
Patient Care Services at a New England
hospital.
The Division of Pulmonary






Dana Health Education Center
Topicsinch«le:
• Rationale for Therapist-driven
Protocols











Find out what Tai-chi
is all about! Beginning the week of Febru-
Starts February 25 ary 22, you'll get help preparing for
the jCAHO visit to MMC. Get
1200-1245 hours ready for "The Question of the
Conference Room A, Week"!
First Floor The jCAHO visitors like to ask
13 Charles Street questions of staff in all depart-
FRESHST'.l'DT (Across from MMC ments. You might be asked what a
an. Code Pink is, or what RACE standsFree,/; k Emergency Department)Jaur-wee for, or when to call 555.
StopSmokinggroup This course is taught by two As we prepare for the jCAHO
Dana Center Classroom 9 MMC registered nurses. visit, look for games to play and
Wednesdays,1600-1730hours Come try afree class! prizes to win as you learn the
March 3 through March 24 answers to these and other ques-
tions!To register or for more
Stay tuned for more informa-
infonnation,callPulmonaryl tion in What's Happening.
___ C_n_·ti_·c_~_ c_ar_e_~ __ em_·_c_m_e_a_t_87_1_-2_6_6_2 [6] _
Cardiac
Auscultation Study
Clinicians are invited to test their
cardiac auscultation skills. Participants
will be able to examine selected
patients with abnormal heart sounds
and test their ability to identify and
interpret recorded heart sounds.
Total testing time is approximately
20 minutes. Appointments are not
necessary. Participants will receive a
confidential report of their perfor-
mance by mail, along with the correct
answers to the questions. They may
also receive one unit of CME credit
and the booklet "Auscultation of the
Heart". Fifteen participants will be
chosen at random to receive Sony
Walkman AM/FM stereo cassette
players.
Testing will occur in the Dana
Health Education Center:
Monday, March 1, 1000-1400 hours
Tuesday, March 2,0730-1030 hours
Wednesday, March 3, 0730-1030 hours
This project is part of a research
study conducted by investigators at
MMC, and is supported by a grant
from the American Academy of Family
Physicians. One objective is to deter-
mine whether the ability to identify
recorded heart sounds is a valid
predictor of auscultatory proficiency
at the bedside. Clinicians from all
medical specialties are encouraged to
participate.
Please address questions to
Remy Coeytaux, MD, at 871-2965.
All welcome at
Ethics Forums
The Clinical Ethics Committee
holds forums the second Wednes-
day of each month. At each, dis-
cussion is held with a medical
department leader concerning
frequently encountered ethical
issues. Anyone interested is invited
to listen in, ask questions, make
comments, and, in the process,
learn.
The next Ethics Forum takes
place March 10, from 1500 to
1600 hours, in Dana Center Class-
room 2. Daniel S. Sobel, MD, will
represent MMC's Division of
Neonatology. Dr. Sobel is the
division director.
Contact The Rev. Alexander B.
Cairns, PhD, Clinical Ethics Com-
mittee Chair, with questions or
comments. Call 871-2352 or email
cairnab.
PALS Course
(Pediatric Advanced Life Support)
Day 1: May 11,1999
0730-1630 hours
Day 2: May 13, 1999
0730-1030 hours
ACLS Course
(Advanced Cardiac Life Support)
Day 1: May 18,1999
0715-1620 hours
Day 2: May 25,1999
0730-1600 hours
Courses held at Turning Point and
sponsored by
Sandra Bagwell, MD, Chief,
Department of Critical Care
David Kissin, BS, RRT, Course Manager
Call Cheryl Bickford, Course Coordinator,
871-4173 for details.
~arke~place
In order to ensure that everyone
has an opportunity to use the
Marketplace, ads may be placed
once only. Repeats will be permit-
ted only on a space-available basis.
FOR SALE
Union Station Fitness. 3-month mem-
bership. Cost $99, will sell for $75. Call
761-1700.
1992 Subaru SVX (Unique perfor-
mance sports coupe). Fully loaded
(auto, AWD, ABS, CD player, leather
interior, etc.) New transmission, well
maintained, 91,000 miles. $9,000. Call
892-6881 or 988-5708, leave message.
1993 Cadillac Fleetwood Edition in
excellent condition, loaded. 95K
highway miles. Candy apple red, $
10,000 or BO; Like new TV/VCR cart
w/wheels, $35 or BO; 2 Power Riders
2 yrs old. Asking $80 each or BO. Call
885-5885.
Distressed open pine hutch w/great
storage, $200; Penn House solid maple
bureau and mirror, 7 drawers, $200;
forest green brass and glass sofa table,
$35. All excellent condition. Call 781-
7721.
Lazy-Boy man's recliner chair. Excellent
condition, blue. $100. Call 878-3568.
Black metal dog gate for SUV. Adjust-
able height and width. $45. Call 772-
0358, leave message.
Office desk: metal, 4 drawer (2 for
hanging files). Great student desk!
$50. Call 839-6972.
1993 Mercury Cougar. Automatic,
loaded, leather/fabric seats, sunroof, 6
cylinder, studded snow tires, 58,000
miles, great condition. $7,900. Call
773-0100.
1989 Ford Probe GL. Charcoal gray,
standard 5 speed, AM-FM cassette,
CB, sport trim, 95,000 miles, good
condition. $1,800 or BO. Call 284-
0739 after 1730 hours.
Scarborough condo. Oak Hill area. 10
min. to MMC. 2 BR, 1 1/2 bath, full
dry cellar, landscaped, deck, Monitor
heat. Lovingly decorated and main-
tained. 5-unit complex, quiet neighbor-
hood, dead-end street. $79,900. Call
883-6036.
FOR RENT
Apts. located at Holt Hall w/unique
and distinct floor plans. Choose from
studio, 1 - 2 BR apts., and 1 BR pent-
house apts. Air conditioning, gas
fireplaces, washer/dryer. Call 780-
1888.
So. Portland. 6 mo. rental, May - Oct.
Newly renovated Cape w/2 BRs.
Partially furnished, in convenient
location. N/S. $800/mo. + uti Is. Call
799-0594.
House in Portland, near Cheverus
High School, 60 Wellwood Road. 2
BRs, hdwd firs, oil heat, W /D hookup.
$800/m. + utils + security deposit. No
pets, N/S. Available February 15. Call
284-9332.
Cousin's Island summer home for rent.
Sleeps 6. Immaculate condition w]
beach, dock. Located on peaceful
dead-end road only 15 min from
Portland. N/S guests only, no pets.
$850/week. Call 839-3725 to reserve.
House w/2 BR, living room, dining
room, kitchen, hardwood floors
garage. Perennial gardens, very 'close
to 1-295. Portland - Falmouth line.
$750/mo. + utils. Call 773-7311, leave
message.
Near hospital. 3 BR efficiency apt.
Appliances, heat, hot water, off-street
parking, single, no pets, N/S. Call 998-
2373.
Large 2 BR apt in quiet neighborhood.
Sunny w/hardwood floors. Off-street
parking and heat included. Available in
mid-March. $725/mo. plus security
deposit. Call 871-1 848.
Portland. 3 BR apt, 35 Oxford St.
$650/mo. includes utilities. Call 780-
8535.
1 BR, utility room w/washer/dryer
hookup, refrigerator & electric stove.
Non-smokers. $475/mo. plus utilities
includes yard plowing. Call 929-6672.
Lg. 1 BR apt., close to MMC. Walk to




March 3 for the March 17 issue
and
March 17 for the March 31 issue.
All items must be in writing.
Information for What's Happening
may be sent by interoffice mail to
the Public Information
Department, by email to FILlPL,
or by fax to 871-6212.
vated. Sunny, quiet woodsy area.
Parking. No pets, N/S. $500/mo. +
uti Is. Call 773-1151.
ROOMMATE WANTED
Roommate(s) wanted: Responsible
non-drinker, N/S male needs to rel~-
cate to Portland area. Tired of com-
muting to work everyday. Great
personality! Call 623-0898 between
1000-1400 hours; after 1400 hours
leave message. r
WANTED
Od.d jobs. A four-season property
malntenan~e service: interior painting,




COIneto a kick-off breakfast
meeting Friday, February
26, from 0730 to 0830hours
in Dana Classroom 4
Learn about new
equipment and getting
started from a Back Bay
Bicycle rep. Bring your
questions and your friends!
TheAIAMTrekAcrossMaineand




















Through March 3. Dana
Center.
FRESHSTART Stop Smoking
group begins. Dana #9.
Ethics Forum. Dana #2. All
welcome. 1500-1600 hours.











and education, attendees will
learn skills to assist themselves in
managing the daily care of
arthritis and remaining as
independent as possible. Cost is






Katherine Boudreau, Martha Pacheco,






FOOD SERVICES: Jeremy Sherman
LIPID CENTER: Dina Burlock
MATERIALS MANAGEMENT: Michael
Rowell, William Turcotte
NURSING: Jeffery Lassen, Carleen
London, Kelly Rau
OPERATING ROOM: Pretrea Cressey
PHARMACY: Leslie Sifers
SECURITY: Chris Daniels
SOCIAL WORK: Robert Sheehan
SWITCHBOARD: Karen Callen
VOCATIONAL SERVICES: David Burtt,
Mary O'Meara, Julie Lloyd
Calling all shutterbugs! If your child
loves to take pictures, don't miss The
Photo Contest For Kids April 19-24. Note:
this is a new date.
Children up to 18 years of age have
an opportunity to compete. Photos may
also be submitted by families of younger
models, ages birth to 5.
Now is the time to start clicking -
searching for that one great moment
captured on film, kid-style. This year the
event is expanded to include several new
categories and age groups.
Prizes will be awarded, but the
focus is on raising money for children's
programs and services at the Barbara
Bush Children's Hospital at MMC. There
is no cost to submit entries, but there is a
$1 fee for each vote placed. Photogra-
phers can solicit votes from family,
friends, and neighbors. Mall patrons can
also vote for their favorites.
All entries will be exhibited at the
Maine Mall Center Court and then
returned to the photographers. The
winning photos will be displayed in
MMC's Flower Box.
o Change name or address as
shown on address label.
o Remove my name from your
What's Happening? mailing list.
Please return this address label
in an envelope to the Public
Information Department.
The MMC Epilepsy Support
Group will meet Monday, March
8, in Dana Center Classroom 9,
from 1900 to 2030 hours. Any-
one with epilepsy/seizures and
their family members, friends, or
co-workers are invited. For more
information, call Debbi, 800-660-
7832.
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